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Amendments to the Claims 

1 Claim 1 (currently amended): A method of processing customer contact requests, comprising 

2 steps of: 

3 receiving location information from a particular customer service representative ("CSR")* 

4 over a net work connection between a processing device used by the particular CSR and a 

5 remotelv-located server indicating where the particular CSR is currently located; 

6 creatine a cookie for tracking a current location of the particular CSR. and storing the 

7 received location information therein; 

8 transmitting the cookie to the particular CSR over the network con nection, sucft that 

9 subsequent messages received from the particular CSR over the network connection will 

10 automatically include the cookie: 

1 1 receiving one or more incoming customer contact requests for which CSR interaction is 

12 indicated; and 

1 3 routing selected ones of the recei ved customer contact requests to the particular CSR 

14 using the received location information. 

Claim 2 (canceled) 

1 Claim 3 (currently amended): The method according to Claim [[2]] I, wherein the processing 

2 device used by the CSR is a thin-client device. 

1 Claim 4 (currently amended): The method according to Claim [[2]] I, wherein the CSR interacts 
Serial No.09/932,368 -6~ Docket RSW920010129US1 
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2 with a Web page to transmit the received location information and to handle the routed customer 

3 contact requests. 

1 Claim 5 (currently amended): The method according to Claim 1, further comprising the steps of: 

2 receiving revised location information from the particular CSR, wherein the revised 

3 location information indicates a different location where the particular CSR is now located; 

4 updating t he cookie to store the received revised location information therein: 

5 lransmittingJhe_updated cookie to the particular CSR over the network connection, such 

6 that subsequent messages received from the particular CSR over the network connection will 

7 automatically include the updated cookie: and 

i 

8 subsequently routing selected ones of the received customer contact requests to the 

9 particular CSR using the received revised location information. 

Claim 6 (canceled) 

1 Claim 7 (currently amended): The method according to Claim 1, wherein: 

2 the received location information indicates a device which is in use by the particular CSR, 

3 and to which the routing step should route the selected ones for the particular CS R: and 

4 the device indication is stored in the cookie . 

1 Claim 8 (currently amended): The method according to Claim 1, wherein: 

2 the received location information indicates a geographic location of the CS R: and 
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3 ths_indicated geographi c location is stored in the cookie . 

1 Claim 9 (currently amended): The method according to Claim I, wherein: 

2 the received location information indicates a physical location of the CS R: and 

3 the indicated physical l ocation is stated in the cookie 

1 Claim 1 0 (original): The method according to Claim 1 , further comprising the steps of: 

^ V 2 obtaining customer-specific information pertaining to the selected ones of the received 

3 customer contact requests; and 

4 forwarding the obtained customer-specific information to the particular CSR when routing 

5 the selected ones of the received customer contact requests. 

1 Claim 1 1 (currently amended): A, method of providing distributed call center operations, 

2 comprising steps of: 

3 receiving, over a network connection to a call center system, location information from 

4 one or more customer service representatives ("CSRs'O mdicating where each of the CSRs is 

5 currently located; 

6 creating one or more cookies, wherein each o f the cookies is for tracking * ™r**nt 

7 localjon of a distinct one of the CSRs. and storing t he received l^ion informarinn fnr th. 

8 distinct CSR therein- 

9 transmitting each of the cookies over the netw o rk connection to the distinct «ne of «y. 

10 CSRs whose location information, is stored therein, such that snhge n uent messaoe* n^i^H fi* ^ 

Serial No.09/932368 _ 8 . Docket RSW920010129US1 
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11 that CSR o ver the network connection will automatically include the cookie: 

12 receiving, at the call center system, one or more incoming customer contact requests for 

1 3 which CSR interaction is indicated; 

14 queuing, at the call center system, each of the received customer contact requests until a 

1 5 CSR is available for handling the request; and 

16 routing, by the call center system, a selected one of the queued customer contact requests 

17 to a particular CSR using the received location information when the particular CSR is or 
^(|> 18 becomes available. 

1 Claim 12 (currently amended): The method according to Claim 11, further comprising the steps 

2 of: 

3 receiving revised location information from one or more of the CSRs, wherein the revised 

4 location information indicate a different location where the CSR sending the revised location 

5 information is now located; 

6 updating the cookie for each CSR sending t he revised location informat ion, sucfr that the 

7 CQQkie now sto re? the received revised lo cation information therein, and transmitting the up dated 

8 coqkie tp the CSR Qverthe network connection, such t hat subsequent messages received from tlj g 

9 CSR pvex the network connection will a u tomatically include the updated cookie; and 

1 0 subsequently using the received revised location infonnati on when routing a newly- 

1 1 selected one of the queued customer contact requests to one of the CSRs who sent revised 

1 2 location information. 

Serial No.09/932,368 ,9- Docket RSW920010129US1 
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1 Claim 1 3 (currently amended): A system for providing distributed call center operations, 

2 comprising: 

3 means for receiving, over a network connection to a call center system, location 

4 information from one or more customer service representatives ("CSRs*) indicating where each 

5 of the CSRs is currently located; 

6 means for creating one or more cookies, wherein each of the cookies is for tracking a 

7 current loc ation of a distinct one of the CSRs. and storing the received location information for 

8 the distinct CSR therein; 

9 means for transmittin g each of the cookies over the network connection to the distinct one 

10 of the CSRs whose location information isjgtorgd therein, such that subsequent messages received 

11 fa>m that CSR over the network connection will automatically include the_cookie; 

12 means for receiving, at the call center system, one or more incoming customer contact 

13 requests for which CSR interaction is indicated; 

14 means for queuing, at the call center system, each of the received customer contact 

1 5 requests until a CSR is available for handling the request; and 

16 means for routing, by the call center system, a selected one of the queued customer 

1 7 contact requests to a particular CSR using the received location information when the particular 

18 CSR is or becomes available. 

1 Claim 1 4 (currently amended): The system according to Claim 13, further comprising: 

2 means for receiving revised location information from one or more of the CSRs, wherein 



the revised location information indicates a different location where the CSR sending the revised 
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4 location information is now located; 

5 means for updating the cookie for ea ch CSR scalding the revised location informati on, 

6 snch tfaat the cookie now stores the recei ved revised location information therein, and transmitting 

7 the updated cookie to the CSR over th e network connection, such that subsequent messag es 

8 received from the CSR over the netwo r k connection will automatically include the up dated 

9 coelae;and 

1 0 means for subsequently using the received revised location information when routing a 

1 1 newly-selected one of the queued customer contact requests to one of the CSRs who sent revised 
^12 location information. 

1 Claim 15 (currently amended): A computer program product for providing distributed call center 

2 operations, the computer program product embodied on one or more computer-usable media and 

3 comprising: 

4 computer readable program code means for receiving, over a network connection to a call 

5 center system, location information from one or more customer service representatives {"CSRs") 

6 indicating where each of the CSRs is currently located; 

7 co mp u ter readable program code means for creating one or more cookies, wherein each <yf 

8 Ibe cookies is for tracking a current loca tion of a distinct one of the CSRs. and sta ying the 

9 received location information for the distinct CSR therein: 

10 compu ter readable program code means for transmitting each of the cookies over the 

11 network connection to the distinct one of t he CSRs whose location information is stored therein. 

12 such that subsequent messages reccivet L from that CSR over the network connection will 

Serial No.09/932,368 -1 1- Docket RSW920010129US1 
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13 automatically include the cookie: 

1 4 computer readable program code means for receiving, at the call center system, one < 

15 more incoming customer contact requests for which CSR interaction is indicated; 

16 computer readable program code means for queuing, at the call center system, each of the 

1 7 received customer contact requests until a CSR is available for handling the request; and 

1 8 computer readable program code means for routing, by the call center system, a selected 

19 one of the queued customer contact requests to a particular CSR using the received location 

20 information when the particular CSR is or becomes available. 



1 Claim 16 (currently amended): The computer program product according to Claim 15, further 

2 comprising: 

3 computer readable program code means for receiving revised location information from 

4 one or more of the CSRs, wherein the revised location information indicates a different location 

5 where the CSR sending the revised location information is now located; 
computer readable program code means for updati ng the cookie for each CSR sending the 

revised location information, such that the cnnl de now store* the received revised location 

8 information therein, and transmitting the updated cookie to the C S R over the network coniretinn 

9 ?uch " at subsequent messages received from the HSR nv>r the network mnneotioii win 

10 automatica lly include the updated coo kie- atirf 

1 1 computer readable program code means for subsequently using the received revised 

1 2 location information when routing a newly-selected one of the queued customer contact requests 

1 3 to one of the CSRs who sent revised location infonnation. 
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